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ARTICLE INFO ABSTRACT 

Financial services are often divided between the “sell side” 
players (brokers, dealers, investment banks...) and the “buy 
side” players, i.e. investors acting either directly for their 
own account or through asset managers. Asset managers 
invest on behalf of a range of investors. The asset 
management industry offers a large range of investment 
funds with very different objectives, this study investigates 
the impact of three Empathy factor on investors satisfaction 
on the services provided by the Assets management 
companies in Tiruchirappalli District. The research paper 
find that, Moreover win the confidence of investors and 
provide clear information about various investment option 
make AMC top of their services among the different type 
investors for long run. 
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INTRODUCTION 

Financial services are often divided between the “sell side” players (brokers, dealers, 
investment banks...) and the “buy side” players, i.e. investors acting either directly for their 
own account or through asset managers. Asset managers invest on behalf of a range of 
investors. The asset management industry offers a large range of investment funds with 
very different objectives, different levels of regulation and which are designed for different 
kinds of investors. Therefore, the ways whereby they can fulfil these functions and 
contribute to economic growth are also very diverse. An assessment of the contribution of 
the asset management industry to economic growth has to take this diversity into account. 
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1.1 Diversity of Assets Management Company Investment 

Asset management companies invest on behalf of a range of clients, both 
institutional and retail. They can provide this service in the framework of a mandate given 
by an individual or an institution. A fund can be dedicated to one single investor, in which 
case its nature is similar to that of an investor’s mandate. Other funds are known as 
‘collective investment funds’ or ‘open funds’. When they buy shares of an open fund, 
investors are pooling their money to collectively invest in a portfolio of securities, real 
estate, metals, currencies etc. Some open funds are sold to retail investors while others are 
sold to institutional investors only. Some funds offer different share classes in various 
currencies or dedicated to various categories of investors (retail/institutions), while others 
are open for retail as well as for institutional investors and do not segregate share classes. 
Funds are classified into categories depending on investment objectives and predominant 
class of assets held. The main categories of funds are: - Equity funds - Fixed income funds - 
Balanced funds - Money market funds - Structured funds - Real estate funds - Alternative 
investment management funds, including hedge funds, private equity funds and commodity 
funds. 

1.2 Investor’s Satisfaction 

Improving service quality to meet customers’ standards is an ongoing part of doing 
business. In this way, customers drive the market and the organization. At the same time 
that organizations act to attract and satisfy investors, the customers themselves exercise 
ultimate influence. Their satisfaction depends on both their expectations and their 
treatment. Through their choices, customers decide which organizations survive and thrive, 
determine what goods and services are available, and shape how they are provided. In 
addition to using their purchasing power, informed consumers can shape the marketplace 
by communicating their preferences and standards to organizations that are poised to listen 
and respond. 

1.3 Objective of the Study 

This study investigates the impact of Empathy factor on investors satisfaction over 
the services provided by the Assets management companies in Tiruchirappalli District.. The 
following objectives have been framed: to understand saving pattern preference among 
investors 

1. To know the salient features of Assets management companies 

2. To analyze the various factors which influence the investors satisfaction 

3. To analyze the Effect of Empathy factors on investors’ satisfaction among the five 

assets management companies. 

RESEARCH METHODOLOGY 

This exploratory research paper analyze the investors’ satisfaction among the five 
assets management companies in Tiruchirappalli District. The non-probability sampling 
method has adapted to select the 574 sample respondent as a convenient basis for this 
research paper. The questionnaire survey technique has proposed to collect data. The 
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questionnaire consist of personal information about respondent and three reliance items are 
included. 

RESULTS 

3.1 Distribution of Sample Size 

The sample size of the study was distributed on the basis of this personal and 
demographic information given by the respondents. The table no. 1 shows the distribution 
of sample respondent on the basis of their Age, Gender, Marital Status, Income, Education 
and Occupation. It is necessary to understand the type or category of respondent is included 
in the study. It is helpful to get into deeper analysis of collected data. 

The table no. 1 clearly indicate that the age level of respondent has been classified 
into five levels. Out of 574 sample respondents, majority of sample respondents are come 
under the age group between 31 - 40. It is 49.5 percent of total respondents. It is clear from 
the table that is the middle age group of respondents are participated more in the survey. 
Regarding gender classification, 59.4 percent of Male respondents and 40.6 percent of 
Female respondents are represented in the study. Out of 574 sample respondents, 80.7 
percent are married. The education level of respondents has classified into three. 49.7 
percent of respondents are acquired their education up to Collegiate education. 39.9 percent 
of respondents are acquired their professional degree. Regarding occupation of the 
respondents, 40.4 percent of respondents are professionals. 30.5 percent of respondents are 
working in service sector and remaining 29.1 percent of respondents are doing self-occupied 
i.e. Doing business. The income of respondents are classified into five levels. 30.3 percent of 
respondents have an earnings below Rs. 20,000. It is also noted that 40 percent of sample 
respondents have a earning between 40001 and above. 

3.2 Effect of Empathy Variables on Customer Satisfacton Over the Services 
Rendered by Assets Manamgnement Company 

The greater and positive customer satisfaction over the services of AMC will reflect 
the customer commitment to more investment through AMC. There are three variables 
involved; Independent Variable is customer satisfaction over the services of AMC and its 
various constructs are Reliance, Benefits, empathy, caring, expedient, convenient, and 
Esteem. The dependent variable is Customer satisfaction over the services of AMC, the 
impact of Empathy variables on customer satisfaction over the services of AMC are 
analyzed with the help of multiple regression. The empathy factors has involve three 
attributes. 

Dependent Variable: 

• Overall Customer satisfaction over the services of AMC 
Independent Variables (Reliance) 

• Good Rapport with staff s 

• Tired from my Agent services 

• Good compliant handling mechanisms 

In order to check The Effect of customer satisfaction over the services of AMC by 
empathy variables on customer intention to invest more through AMC, a multiple 
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regression analysis is conducted to know the significant factor which highly influence the 
customers satisfaction over the services of AMC of selected AMC and by overall as well as 
insignificant factor which not influence the customer satisfaction (see table no. 2). 

The output shows (see table no. 4) the results of fitting a multiple linear regression 
model to describe the relationship between Customer Satisfaction over the services 
rendered by AMC and Three independent variables of empathy factor. Since the P-value in 
the ANOVA table for Reliance, ICICI, BIRLA SUNLIFE, Sundram AMC, including overall 
are more than 0.05, there is a statistically insignificant relationship between the reliance 
variables at the 95.0% confidence level. However the value is significant in the case of 
Frankline AMC concern. The Table of Model summary, the adjusted R-squared statistic (see 
table no. 2), which is more suitable for comparing models with three independent variables 
of reliance factor is positive for Frankline AMC by 4.5%, the impact of three empathy 
variables on customer intention to buy policy in bank has given in the table No. 3. The 
table clearly indicates that among the three empathy variables, “Good Rapport with 
staffs” and “Good complient handling mechanisms” has influence the Frankline AMC 
customer to take more insurance policy in their banks. Regarding Birla Sunlife AMC, the 
empathy variables namely “Good complient handling mechanisms” Whereas none of 
the reliance variables has emerged to predict the customer Satisfaction over the services of 
other AMC. By overall none of the empathy variables has predicted Customer satisfaction 

CONCLUSION 

This paper describes the effect of empathy factor on customer satisfaction over the 
asset management services to individual savers, to whom investment funds provide an 
access to capital markets and contribute to, among other life projects, preparing for 
retirement. The performance of these services should be assessed in terms of risk / return 
output. Asset managers also participate in a clear organization of the investment process of 
institutional investors and they provide the added value of their specific expertise. In 
addition, they contribute to the dissemination of information and a smooth price discovery 
process that benefits all investors. 
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APPENDIX 


Table - 1: Distribution of Sample Size on the Basis of the Personal and Demographic 
Information of Respondent 


Personal and demographic factors 

Frequency 

Percent 

Valid 

Percent 

Cumulative 

Percent 

Age 

Below 30 

55 

9.6 

9.6 

9.6 

31 - 40 

229 

39.9 

39.9 

49.5 

41 - 50 

171 

29.8 

29.8 

79.3 

51 - 60 

60 

10.5 

10.5 

89.7 

61 and above 

59 

10.3 

10.3 

100.0 

Total 

574 

100.0 

100.0 


Gender 

Male 

341 

59.4 

59.4 

59.4 

Female 

233 

40.6 

40.6 

100.0 

Total 

574 

100.0 

100.0 


Marital status 

Married 

463 

80.7 

80.7 

80.7 

Unmarried 

111 

19.3 

19.3 

100.0 

Total 

574 

100.0 

100.0 


Education 

Up to Secondary 

60 

10.5 

10.5 

10.5 

Collegiate Education 

285 

49.7 

49.7 

60.1 

Professional degree 

229 

39.9 

39.9 

100.0 

Total 

574 

100.0 

100.0 


Occupation 

Professional 

232 

40.4 

40.4 

40.4 

Services 

175 

30.5 

30.5 

70.9 

Business 

167 

29.1 

29.1 

100.0 

Total 

574 

100.0 

100.0 


Income 

Below 20000 

174 

30.3 

30.3 

30.3 

20001 - 30000 

115 

20.0 

20.0 

50.3 

30001 - 40000 

55 

9.6 

9.6 

59.9 

40001 - 50000 

115 

20.0 

20.0 

80.0 

50001 and above 

115 

20.0 

20.0 

100.0 

Total 

574 

100.0 

100.0 



Table - 2: Result of Model Summary - Customer Satisfaction Over the Services of AMC by 
Empathy Variables 


Name of the Bank 

R 

R Square 

Adjusted R 
Square 

Std. Error of the 
Estimate 

RELIANCE AMC 

.147 a 

.022 

.004 

1.513 
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SUNDARM AMC 

.084 a 

.007 

-.031 

1.317 

FRANKLIN AMC 

.267 b 

.071 

.044 

1.069 

ICICI AMC 

.071 a 

.005 

-.019 

1.202 

BIRLA SUNLIFE AMC 

.195 a 

.038 

.006 

1.187 

OVERALL 

.073 

.028 

.014 

1.343 


Table - 3: Analysis of Variance Between Empathy Variables of Customer Satisfaction Over 
the Services Rendered by AMC 


Name of the AMC 

Model 

Sum of 
Squares 

df 

Mean 

Square 

F 

Sig. 

RELIANCE AMC 

Regression 

8.243 

3 

2.748 

1.199 

.312 

Residual 

373.374 

163 

2.291 



Total 

381.617 

166 




SUNDARAM AMC 

Regression 

.974 

3 

.325 

.187 

.905 

Residual 

137.122 

79 

1.736 



Total 

138.096 

82 




FRANKLIN AMC 

Regression 

8.879 

3 

2.960 

2.592 

.047 

Residual 

115.349 

101 

1.142 



Total 

124.229 

104 




ICICI AMC 

Regression 

.894 

3 

.298 

.206 

.892 

Residual 

176.313 

122 

1.445 



Total 

177.206 

125 




BIRLA SUNLIFE 
AMC 

Regression 

4.960 

3 

1.653 

1.174 

.324 

Residual 

125.298 

89 

1.408 



Total 

130.258 

92 




OVERALL 

Regression 

5.446 

3 

1.815 

1.006 

.390 

Residual 

1028.588 

570 

1.805 



Total 

1034.035 

573 





Table - 4: Standardized Coefficients of Empathy Variables of Customer Satisfaction Over 
the Services of AMC 


Name of the 
AMC 

Model 

Std. 

Error 

Beta 

t 

Sig. 

RELIANCE AMC 

(Constant) 

.661 


4.656 

.000 

Good Rapport with staff's 

.130 

-.150 

-1.738 

.084 

Tired from my Agent services 

.135 

.028 

.318 

.751 

Good complient handling mechanisms 

.143 

.087 

1.055 

.293 

SUNDARAM 

AMC 

(Constant) 

.815 


4.650 

.000 

Good Rapport with staff's 

.198 

-.006 

-.040 

.969 

Tired from my Agent services 

.200 

-.053 

-.368 

.714 

Good complient handling mechanisms 

.185 

-.045 

-.368 

.714 
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FRANKLIN AMC 

(Constant) 

.537 


8.889 

.000 

Good Rapport with staff's 

.126 

.158 

1.276 

.025 

Tired from my Agent services 

.124 

-.020 

-.166 

.869 

Good compliant handling 
mechanisms 

.135 

-.288 

-2.707 

.008 

ICICI AMC 

OVERALL 

(Constant) 

.584 


6.851 

.000 

Good Rapport with staff's 

.125 

-.064 

-.572 

.569 

Tired from my Agent services 

.147 

-.001 

-.012 

.990 

Good complient handling mechanisms 

.121 

-.017 

-.183 

.855 

BIRLA SUNLIFE 
AMC 

(Constant) 

.678 


6.929 

.000 

Good Rapport with staff's 

.135 

.035 

.306 

.760 

Tired from my Agent services 

.135 

-.018 

-.160 

.873 

Good compliant handling 
mechanisms 

.144 

.197 

1.774 

.039 

OVERALL 

(Constant) 

.306 


12.851 

.000 

Good Rapport with staff's 

.065 

-.049 

-.994 

.321 

Tired from my Agent services 

.068 

.004 

.081 

.935 

Good compliant handling mechanisms 

.068 

-.004 

-.986 

.325 


a. Dependent Variable: Intention to buy policy from bank in future 


Diagram - 1: Residual Plots for Empathy Variables of Customer Satisfaction Over the 
Services of AMC 
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